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A MESSAGE OF STRENGTH 
Help For 
South Florida 
As you know, relief 
efforts for victims of 
Hurricane Andrew are 
underway. Employees' 
Club has collection 
boxes set up through­
out the Jacksonville 
offices. There are collec­
tion sites in each re­
gional office as well. 
Critically needed 
items include: clothing 
(T-shirts, children's 
clothing, shorts and 
jeans), bedding, candles 
and matches, can open­
ers, baby food and dia­
pers, batteries (9-volt 
and D size), charcoal, 
bottled water, pow­
dered milk, toilet paper, 
paper p1ates ana cups, 
and bottled juices. 
To donate money, 
send a check made 
payable to Employees' 
Club to EC Treasurer 
Lenette Paulk, FCC2-2. 
More coverage of 
Hurricane Andrew's 
effects and employees' 
relief efforts will be 
included in a special 
issue of Profile ... 
E 
ditor's note: The recent U.S. Senate 
Subcommittee hearings investigating fraud 
and abuse in the insurance industry have led 
to increased scrutiny of the Blue Cross and Blue Shield 
system as the nation's largest provider of health care 
coverage. Chaired by Senator Sam Nunn of Georgia, the 
subcommittee first focused on the BCBS system in early 
July, looking specifically at the recent insolvency of the 
West Virginia plan. That series of hearings triggered 
interest in other BCBS plflns that allegedly have 
regulatory or financial problems. 
Though each of the 73 BCBS plans is independent 
and locally managed, news that affects one plan can also 
affect the others. National and local media coverage that 
has resulted from the hearings may have you wondering 
about the Senate investigation and its impact on 
BCBSF. To help you understand the nature and scope of 
the hearings and what they mean for us, we talked to 
Bruce Bagni, vice president and General Counsel. 
Profile: What brought about the investigation in 
the first place? 
Bagni: The U.S. Senate Permanent 
Subcommittee on Investigations, a subcommittee 
of the Committee of Government Affairs, is 
holding hearings on alleged fraud and abuse in the 
insurance industry as a whole. 
As part of that ongoing investigation, the 
subcommittee held hearings in July that focused on 
the recent bankruptcy of the West Virginia plan. At 
those sessions, some insurance regulators 
expressed concern with problems they had 
experienced in dealing with other BCBS plans. 
These concerns broadened the scope of the 
investigation to include other plans, including 
some thought to have financial, management or 
regulatory problems. The next hearings are 
scheduled for late September on the Maryland plan 
and possibly the Washington, D.C., plan. We're not 
sure how long the investigation will continue, but 
because of the current political climate and 
heightened sensitivity to the public's demand for 
health care reform, we can expect that these 
hearings will continue to capture the public's 
attention. And despite the fact that each of the 73 
plans is independent and locally managed, the 
attention one plan receives does affect the others. 
Profile: So how are we responding? What are 
some of our key messages? 
Bagni: BCBSF is financially strong and has 
sound management practices. Our earnings, 
enrollment and policyholders' equity have grown 
steadily over the past three years. In fact, this 
Bruce Bagni is Vice President and General Counsel of Blue 
Cross and Blue Shield of Florida. 
strong financial performance has resulted in an A+ 
rating from Standard and Poor's, the highly 
respected, independent rating agency. And in 
Florida, the company is subject to the same 
extensive regulation as commercial insurers. 
In other words, we see this increased scrutiny 
as an opportunity to highlight our strengths. 
BCBSF is very strong and stable: this is the message 
we will be repeating and sharing with our 
employees and customers. 
Profile: How can employees explain the 
company's financial strength to customers, 
neighbors and family? 
Bag:g.i: When you describe our financial picture 
to anyone outside the company, it's helpful to 
remind people that we are a mutual insurance 
company- owned by our policyholders, in other 
words. Because of our commitment and obligation 
to our customers, we channel our resources solely 
for the benefit of our members. Premiums we 
receive from customers are used to pay claims and 
administer the business. Revenue that is not used 
to pay customers' claims or operating expenses is 
put back into the business. This revenue is what we 
call policyholders' equity. It is used to create new 
systems, and do the research and development 
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cover continued ... 
Well Positioned For The Future 
necessary to create new products for our 
customers. It also provides a safety net for the 
future. Right now, policyholders' equity stands at 
more than $350 million, which translates to more 
than two months of claims and administrative 
expense in reserve. 
Profile: What are some of the reasons we are 
doing well financially, especially considering the 
state of the economy? 
Bagni: A key reason has to do with the success 
of our managed care programs, especially our 
HMO. For example, in 1991, the HMO group of 
subsidiaries produced a net income of 24.8 million, 
and as of second quarter this year, it generated 
$10.5 million in earnings. Another reason for our 
financial strength has to do with our growing 
investment portfolio. We have a very conservative 
investment policy, with no investments in junk 
bonds or risky real estate ventures. As of second 
quarter, our investment earnings totalled $9.9 million. 
Profile: These figures should reassure employees 
that the company is financially strong. How do we 
talk to customers about the company's strength, 
employees only 
A Study 01 Health 
Kenneth McClain says now that 
he's getting old, it seems like a 
good time to take better care of 
his health. Nearing 30, McClain, 
an Information Data Analyst, is 
one of the l, 100 BCBSF em­
ployees taking part in the 
National Heart Attack Risk 
Study. The 5-year study screens 
participants for five cardiac risk 
factors: blood cholesterol, blood 
sugar, weight, blood pressure 
and smoking. 
especially if there is more media coverage when 
the Senate hearings continue in September? 
Bagni: Employees who receive calls from 
concerned customers should try to determine 
exactly what is troubling the customer. Are they 
calling because they heard something about the 
Senate investigation? Are they confused about the 
fact that each plan is independent and governed 
by the rules and regulations of its own state? Are 
they concerned about our financial strength? 
Pinpointing the concern helps you address it. If 
you talk to a customer who has concerns about 
BCBSF, you have a responsibility to try to address 
that concern. If you don't have an answer, tell the 
customer you will find out the answer. Talk to 
your supervisor or manager to get the customer's 
concerns answered. Then follow up with that 
customer until he or she is satisfied. Each of us has 
that responsibility. We are all accountable for the 
satisfaction of our customers - and, ultimately, 
for the success of the company. 
Note: A help desk number is available to 
help employees answer customer calls. Call (904) 
363-5757 for assistance, or call the Legal or Public 
Relations department. ■ 
McClain, a father of three, 
says a family history of high 
cholesterol was another factor 
motivating his involvement in 
the study. Although tests 
revealed his cholesterol levels 
were fine, he was advised to 
Kenneth McClain says working for a health insurance company has increased his 
awareness of the need to stay healthy. McClain is one of 1,100 BCBSF employees 
taking part in the National Heart Attack Risk Study. 
step up his exercise program 
and cut down on fatty foods. 
"It's not as easy as it used to be 
to find the time to exercise," says 
McClain, ''but I'm working on it." 
McClain says working for a 
health insurance company 
heightened his awareness of the 
need to keep up his health. 
''We're provided with good 
opportunities here at Blue Cross 
and Blue Shield to check our 
health, as evidenced by the 
company's participation in this 
national study." 
The National Heart Attack participating in the study," says 
Risk Study is being conducted in Green, "don't eat or drink for 
32 cities around the country. 
Study participants are screened 
every six months; the screenings 
conclude in September, 1995. 
"BCBSF is again joining 
forces with Baptist Medical 
Center to conduct the next 
round of screenings for BCBSF 
employees at the Riverside 
Home Office Complex and 
Freedom Commerce Centre," 
says Doug Green, Compensation 
and Benefits. 
"As a reminder to employees 
two hours before the test." 
For more information and to 
schedule your appointment for 
the screening, call (904) 791-6829. 
Note: 
The FCC screenings will be 
held September 15 and Sep­
tember 16 from 9 a.m to 3 p.m. 
in the Cafeteria meeting room 
of FCl. The RHOC screenings 
will be held October 1 and Oc-
tober 2 from 9 a.m. to 3 p.m. in the 
old corporate library on 3 Center. ■ 
in the spotlight 
Nicci Warner Wins DIG 
Integrity Award 
Nicci Warner, manager of Hearing and 
Special Congressional Departments, has 
been awarded the OIG Integrity A ward 
for her role in the recovery of $26 
million in Medicare overpayments. 
"The situation was caused in large 
part by budget cuts and funding 
deficiencies by the Health Care 
Financing Administration (HCFA)", 
says Warner, who managed the 
Medicare Part B Medicare Secondary 
Payor (MSP) Unit at the time. "When 
HCFA withdrew funding it meant that 
Medicare paid claims that should have 
been paid by the customers' primary 
carriers. There simply wasn't enough 
money or people to research claims to 
find out if customers had other carriers." 
Emil Trefzger, OIG Regional 
Nicci Warner accepts the Office of Inspector General's Integrity from 
OIG 's Atlanta representative, Emil Trefzger. Warner helped recover $26 
million in Medicare overpayments. 
Inspector General for Audit Services for 
the Atlanta region, presented the award to 
Warner. "Ms. Warner made a significant 
contribution to the successful completion of our 
audit," says Tref zger. "She was instrumental in 
assisting our staff in the development of a complex 
computer data match that identified over­
payments. She also shed light on a growing, 
national MSP backlog." 
tors throughout the country. "Ms. Warner's 
assistance was instrumental in moving HCF A to 
address the backlog," says Trefzger, adding that 
HCF A has now provided $20 million to help 
contractors recover overpayments. 
Warner's efforts helped identify potential MSP 
overpayments in excess of $1 billion by contrac-
How does Nicci Warner feel about her 
praiseworthy accomplishments? "Relieved," says 
Warner, who is celebrating both her award and her 
twelfth anniversary at BCBSF. ■ 
A Soaper Rescue 
Mission 
When folks at the City Rescue 
Mission in Jacksonville said they 
needed soap and shampoo, Karen 
Farmer, a project manager in 
Local Group, responded. "I 
mentioned it to some of my co­
workers in the Direct 
Membership and Billing 
department, and everyone 
wanted to help," says Farmer. 
"They wanted to do something 
to benefit the needy in our 
community." 
Farmer and the 120 members 
of the Direct Membership and 
Billing Department divided 
themselves into six teams headed 
by Personal Service Repre­
sentatives Cindy Chauncy, 
Southern Region; Lynn Jackovich, 
Western Region; Lisa Walker, 
Northeast Region; Anne Jones, 





One of the many needy families that will benefit from the 
donation BCBSF employees made to the City Rescue 
Mission. Not funded by United Way, CRM. depends on 




Drive, netted nearly 
4,000 items, such as 
soap, detergent and 
other personal 
hygiene products. 
"We needed a 
trolley to carry the 
cartons out," says 
Farmer. "The folks 
from the City 
Rescue Mission 
couldn't believe it. 
They just kept carry-
ing boxes to their truck and 
asking where we got it." 
In keeping with the Mission's 
credo of Sharing and Caring, the 
department went after donations 
from Publix, Winn-Dixie, 
Holiday Inn and others. Says 
Farmer, "We put a chart on the 
wall and had weekly contests to 
see who could collect the most 
items. The Southern Region won 
the contest." 
But according to Virginia 
Crawford, Public Relations 
Director at the City Rescue Mis­
sion, the real winners are 
Jacksonville's homeless. "On the 
street, the homeless sometimes 
don't get showers for days," 
says Crawford. "Fortunately, 
they know they can turn to us 
for a hot meal, a hot shower and 
laundry services." 
Last year, she estimates, 
CRM was able to provide 65,000 
showers. ''This year we will 
continue our work with the 
needy,"says Crawford. "BCBSFs 
Direct Membership and Billing 
em-ployees contributed greatly 
to our ability to provide services 
to the homeless. We're grateful 
for their caring hearts." ■ 
service anniversaries 
The following employees celebrated 
anniversaries in August: 
five years 
Thomas E. Albright, Senior Vice 
President and Chief Marketing 
Executive ... Sonya E. Armstrong, 
Customer Service Representative ... 
Juliette E. Brooks, Correspondence 
Representative B . . .  Delores E. Burnett, 
Programmer Analyst . .. Carlos A. 
Carrero, Supervisor Branch Audit 
Pard. . . William M. Carstarphen, 
Senior Account Executive HMO ... 
Winston A. Chen, Clerk C .. . Valarie P 
Cobb, Customer Service 
Representative B .. Shandrea C. 
Collins, Correspondence 
Representative B . . .  Colonel W 
Combs Jr., Senior Examiner ... 
Pauline C. Crutcher, Supervisor 
Medicare B Communications . .  
George E. Dades Jr., Account 
Representative . .. Dee J. Dunn, T earn 
Leader ... Tracy V Gervin, Claims 
Service Representative 111 . .. Rhonda J 
Green, Claims Examiner A .... Dianne 
C. Harrison, Claims Examiner A ... 
Margarita Minda Hernandez, Customer 
Service Representative .. . Charles R. 
Hoefler, Auditor IV ... Valarie L. 
Hoffman, Customer Service 
Representative ... Russell A. 
Holycross, Systems Analyst I .. Linda 
M. Johnson, Correspondence 
Representative B ... Francine S. Kutun, 
Clerk B ... Lisa A. Lehman, Claims 
Service Representative 111 . .. Walter T. 
Liptak, President Life SubsidiaryNice 
President BCBSF ... Cherry D. 
Mc Duffie, Micrographics Product 
Clerk . . .  Mickey D. Merlin, Claims 
Examiner A ... Eva Linda Miguel 
lrimia, Provider Contract Specialist . . .  
Sandra M. Murgatroyd, Project 
Manager HMO ... Janet D. Payne, 
Claims Examiner B . .. Joan R. 
Rhymaun, Supervisor HMO Claims .. 
Susana V Rodriguez, Utilization 
Management Assistant. .. Maria T. 
Sanchez, Quality Control Analyst 
HMO ... Pamela J. Sater, Customer 
Service Representative B ... Simona L. 
Scott, Claims Examiner B ... Diana L. 
Seymour, Field Service Representative 
Major Account. .. Conchita V Smith, 
Claims Service Representative Ill. .. 
Donald E. Suter Jr., Customer Service 
Representative B . .. Dawn M. 
Thompson, Manager Program 
Management . .. Gail A. Wager, Claims 
Examiner B ... Rosalyn A. Washington, 
Claims Examiner B .. . Tonya A. West, 
Med Secondary Payer Analyst ... 
Cheryl Y Williams, Claims Examiner B 
service anniversaries 





Bonnie C. Blaess, Claims Service 
Representative I l l  . . .  William D. Carter, 
Supervisor Med B Program lnteg . . .  
Teresa B. Edwards, Operation/Train ing 
Analyst. . .  Robert A. Fortes, Sen ior 
Techn ical Analyst . . .  Michael G. 
Fotianos, Senior Qual ity Assurance 
Analyst . . .  James R. Greene II, 
Supervisor Med B Communications . .  .
Peggy S. Hoard, Operation Analyst II . .  .
Pamela S. Hodges, Customer Service 
Representative B . . .  John W Houghton 
Jr. , HIS P roject Manager . . .  Patti E. 
Houk, Customer Service 
Representative C . . .  Sharon G. Layton, 
Supervisor Med B Communications . . .  
Ruth G. Losco, Data Coord i nator 
(ROD) ACS . . .  Noel N. McKetty, 
P roject Manager Smal l Area 
Analysis . . .  William H. McVay, Senior 
Exami ner . . .  Charles R. Menzel, 
D i rector Cash Receivi ng & HOI 
Accounti ng . . .  Sandra D. Odo/, 
Customer Service Representative C . . .  
William R. Piper Jr., Data Management 
Consu ltant. . .  Luann C. Rudolph, 
Correspondence Representative B . . .  
Cledith A. Sanders II, Senior Technical 
Analyst. . .  Sybil H. Santiago, 
Telemarketi ng Sales Representative . . .  
Vickie L. Scott Murph, Health I ndustry 
Aiiaiy-st. . .  Ma;k A. Serie//, Ma,,agei 
State and Special Markets . . .  Rita C. 
Sheppard, Manager Heari ng Officer & 
MSP . . .  Claudia D. West, 
Operation/Trai n i ng Analyst 
fifteen years 
Brenda G. Francisco, Manager 
Government Prog rams . . .  Joyce A. 
Gross, En rol lment Change C lerk . . .  
Linda M. Nettles, Systems Analyst I . . .  
Eileen E. Weitnauer, Benefits 
Safeguard Analyst . . .  Nelianora A. 
Yparraguirre, C laims Service 
Representative I l l  
twenty years 
Donald J. Noy/e, Operation Analyst II . . .  
Patricia A. Douglas, C laims Service 
Representative IV . . .  Suman K 
Makker, Director Provider Audit 
Reimbursement . . .  Bjarne W Nielsen, 
Project Manager 
twenty-five years 
Sharon E Cole, Executive Secretary 
A . . .  Beverly L. Gandy, Clerk C . . .  
Janice F. Godfrey, Voice/Data Network 
Analyst . .  Ann G. Grace, Sen ior 
Exam iner . . .  Loretta W Johnson, 
Manager Communications Medicare 
B .  . . Veta Y. King, T earn Leader . . .  
Melverna E Rivers, Human Resou rce 
Development Special ist .  . .  Suzanne T 
Sutton, Senior Proposal Analyst . .  
Travis E. Walker, Telecommunications 
Technician 
thirty years 
George L. Dugger, Voice/Data 
Network Analyst 
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for your benefit 
BCBSF Seminars Teach 
Retirement Planning 
How many years of service do I need to 
qualify for BCBSF retirement health care 
benefits? Is my age a factor? Is my spouse 
covered? Will my heirs pay taxes on my 
estate? Can I afford not to work if I choose 
not to? 
These are just some of the questions Kim Peri 
Lambert, Senior Compensation and Benefits 
Analyst, encountered at the BCBSF Pre-Retirement 
Planning sessions she conducted in August. 
"These sessions are held every year for 
employees to help them plan for retirement," says 
Lambert. "The experts say start planning while 
you're in your twenties." 
The four sessions cover BCBSF Retirement 
Benefits, Social Security and Medicare; Estate 
career corner 
Gaining Control DI Your Time 
If you ask yourself these questions periodically, 
you'H probably use your time better: 
• What am I thinking about at this moment? If 
you're not thinking about the task you're involved 
in, you're not going to be as effective as you could 
be. If you're not in the mood for a particular job, 
you'll prolong the agony. Push yourself to get that 
job done to get to the next one. 
• Do I say "yes" too often? In sorting out the 
demands on your time, learn when to say "no." Is 
that community service activity helping your 
future as well as the group? It's good to do things 
to help others, but be sure you're not doing so 
many that you don't have enough time to accom-
dining service news 
What's New On 
The Menu? 
A new menu selection will 
be featured on the BCBSF 
..__ ____ ......,_.....,. Voice Mail System. 
Tammie Burnsed, Corporate Food Services 
Liaison, her Dining Services team and ARA 
Dining Services have made it possible for 
Jacksonville employees to pick up the phone to see 
what's cooking. 
"It's a wonderful convenience," said Burnsed. 
"Employees can call from home, their office -
even their car. By dialing either 791-6050 or 363-
4161 they'll hear about daily menus, specials and 
upcoming events for both the Riverside Home 
Office Complex and Freedom Commerce Centre." 
Planning; Financial Planning; and 
Keeping Healthy and Fit. Lawyers 
and financial planners are among the 
guest speakers, as are representatives 
from the Senior Citizens Volunteer Program. 
"Good retirement planning gives 
people the freedom to do what they want 
because they have sufficient income," says 
Lambert. She also says,"BCBSF has really good 
benefits," including a Salary Deferral Savings 
Program that not only grows tax free, (while the 
employee is a participant) but is also matched 
by BCBSF at 50 cents on the dollar. "A lot of 
people want this benefit," Lambert says, "even if 
they only have a short period of time to ac­
cumulate cash." 
For information about retirement planning or 
BCBSFs retirement benefits, call Kim Peri Lambert 
at 791-6790. ■ 
plish the things you deem to be more important. 
• Am I spending too much time on record 
keeping? 
• Do I let the concept of time control me? Of 
course there are certain "musts" related to time. 
But other than those, have you become a slave to 
the clock? For one week, try eating only when 
you're hungry, going to sleep only when you're 
tired, and generally breaking out of certain time­
rut habits. 
• When do I have time by myself to do things 
that are important to me? If you don't, rethink the 
way you're using your days. Set aside and take 
advantage of quiet time each day. Include time in 
your schedule for relaxing. 
Source: communications briefings. • 
Burnsed says, "In the morning, it's really nice to 
call from home before you pack your lunch." 
"We expect the ARA staff to have the program­
ming completed by the end of August," says 
La Verne Taylor, Telephone Communications 
specialist. She hinted more ideas are cooking, too. 
"Around the first of the year, employees may be 
able to call for catering help, planning ideas and 
other services," However, Taylor cautioned that 
future services may depend on the response to the 
Voice Mail cafeteria menu. "If it gets a lot of use, 
we'll develop new applications. A tracking 
system will let us know how many inquiries are 
made each day - or even each hour." 
So it seems more goodies will be dished up if 
there is a big call for the menu listings. ■ 
